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ABSTRACT 
 
The world has become more competitive, complex and unpredictable, and this process is 
continuing. Evolution is taking place resulting in organisations being pushed by strategies 
and pulled by increasingly assertive customers who demand more accountability and 
responsiveness (Kartte, 2010).  In order to remain competitive in this changing world, many 
organisations, even financial institutions have adopted Lean principles in order to eliminate 
waste, reduce cost and streamline everyday processes (Spear, 2012). There have however 
been a number of challenges that have prevented financial institutions from implementing 
Lean principles successfully. 
 
The primary objective of this study is to improve the effectiveness of Lean principles within a 
specific financial institution. More specifically, this study will identify the effectiveness of 
successfully implementing Lean principles at a financial institution by investigating the 
influence of employee knowledge, understanding and skills, communication, motivation and 
ownership from management, organisational culture and the impact of trade unions in 
organisations as mentioned in the problem statement above. 
 
Convenience sampling was used to select a sample of sixty eight (68) employees within the 
specific financial institution. The sample was stratified to include senior managers, managers, 
team leaders and lower level employees. Questionnaires were distributed personally to the 
focus groups from the above categories.  
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CHAPTER 1 
 
SCOPE OF STUDY 
 
1.1 INTRODUCTION 
 
The world has become more competitive, complex and unpredictable, and this process is 
continuing. Evolution is taking place resulting in organisations being pushed by strategies 
and pulled by increasingly assertive customers who demand more accountability and 
responsiveness (Kartte, 2010:4).  In order to remain competitive in this changing world, many 
organisations, even financial institutions have adopted Lean principles in order to eliminate 
waste, reduce cost and streamline everyday processes (Spear, 2012). There have however 
been a number of challenges that have prevented financial institutions from implementing 
Lean principles successfully. 
 
Lean principles can be defined as an integration of all the different activities related to 
process improvement by focusing on enhancing the value for the customer and delivering a 
service at the highest quality in the shortest time (Christodoulou, 2010). According to Spear 
(2012), Lean principles is defined as a collection of efficiency tools that can be unleashed in 
an organisation to save money, reduce cost and waste and deliver a consistent and effective 
service that is affordable and pleasing to customers. 
 
The following benefits can be achieved when implementing Lean principles (Pieterse, 
Lourens, Louw, Murray and van der Merwe, 2010:2): 
· Improving service by identifying non-value adding tasks and eliminating it, i.e. 
elimination of waste. 
· Improving value adding processes. 
· Always focusing on improving processes which are linked to the end customer, i.e. 
exceptional customer service. 
 
Financial institutions have found it difficult to identify the root causes as to why Lean 
principles have not been implemented successfully. The present study investigated a model to 
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improve the effectiveness of Lean principles in financial institution and examined factors that 
could lead to the successful implementation of Lean principles within a financial institution. 
 
1.2 PROBLEM STATEMENT 
 
The current economic crisis has affected all organisations globally (Hines, Found, Griffiths 
and Hamson, 2011). In order for the organisation to keep up and make provision for the 
crisis, many had to take part in mass retrenchments. Reduction in staff has caused staff to be 
overloaded and bombarded with extra work; resulting in feelings of being overworked and 
quality fatigue (Gagnon, Jansen and Michael, 2008:430). This has caused work to pile up, 
loss of documents and processes not being followed through properly and resultant high 
levels of stress in employees (Johnston & Michel, 2008:81). 
 
Lean principles have been introduced in many financial institutions, yet the success of 
implementation is not evident as yet; as there is limited research into models that assess the 
implementation of Lean (Angelis & Fernandes, 2012:76). According to Kallage (2006), there 
is currently a failure rate of well over 50% of Lean implementation. Lean implementation 
brings changes to the organisation. Employees may resist the use of these Lean tools which in 
turn may bring about challenges with regard to managing relationships with customers and 
suppliers (Doolen & Worley, 2006). 
 
 Some of the reasons for failure, as categorised by Kallage, (2006) are as follows: 
· Strategy did not meet expectations. 
· Risks or costs were starting to exceed benefits. 
· Too resource intensive. 
· Lack of management involvement. 
· Lack of employee knowledge. 
· Lack of employee buy-in. 
· Union involvement. 
· Not instilling a Lean culture within the organisation. 
· Lack of communication. 
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Although implementation of Lean manufacturing systems may result in improved 
organisational performance, there are still challenges that can be expected (Doolen & Worley, 
2006). The reasons stipulated above show that the role of management, as well as effective 
communication is important if the organisation is to embark on a Lean implementation 
strategy (Doolen & Worley, 2006). 
 
The management of a specific financial institution in Port Elizabeth is faced with the 
dilemma of how to improve the effectiveness of Lean principles within the organisation. 
There are many factors that affect the effectiveness of Lean principles, yet specific emphasis 
must be placed on other factors affecting the implementation of Lean, which are often 
overlooked. These are: employee knowledge, understanding and skills, management’s 
involvement, communication, instilling a Lean culture within the organisation and the affect 
trade unions have within the organisation.  
 
These specific factors were selected because of prior communication with colleagues in the 
organisation as many knew changes were being made, but only a few understood what Lean 
principles entailed. This led to the following questions:  
· How knowledgeable are colleagues when it comes to Lean? 
· How involved is management in the process? 
· Are these principles being communicated throughout the organisation? 
· Is the organisational culture adapting to the changes? 
· How involved are the trade unions when it comes to new strategy implementation? 
 
1.2.1 Employee knowledge, understanding and skills  
 
Every employee in a company contributes to organisational effectiveness (King, 2011:58). A 
successful strategy requires both the understanding and involvement of employees (Gagnon 
et al., 2008; Johnston & Michael, 2008:441). Employee knowledge and a global 
understanding is a prerequisite for effective commitment to organisational goals. The more 
knowledge an employee has about Lean principles, the better (Franz-Kamissoko, 2011:66).  
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1.2.2 Communication, motivation and ownership from management  
 
Clear communication is essential for any strategy implementation (van Rensburg, 2011a:74). 
Different levels of employees require clear descriptions of the benefits, risks, changes and 
commitment required by the organisation (Nel, 2011:74). Clear, solid and consistent 
communication can eliminate a lot of the fear, resentment, misunderstandings and blame 
games that plague many change initiatives within organisations (Nel, 2011:76).  
 
Management involvement is important for implementation of Lean principles in any 
organisation as managers are recognised as the change agents (van Rensburg, 2011b:77). 
Managers decide what will be done in the organisation and what will not be done 
(Holtshousen, 2011:65). Continuous support and commitment from top management is of 
true importance as it has a positive impact on the successful implementation of Lean 
principles (Jeyaraman & Teo, 2010:200). 
 
Lack of management involvement leads to low levels of collaboration, shared purposes, 
focus, commitment and general effectiveness (Holtshousen, 2011:64). The cost is huge in 
terms of time spent correcting wrong perceptions, miscommunications, uncoordinated work 
and poor application due to low motivation (van Rensburg, 2011a:74). 
 
1.2.3 Organisational culture 
 
Adaptability and innovative thinking are essential in a rapidly changing world (van Rensburg, 
2011b:76). As suggested by Montiea (2011:30), organisations have to ensure that their 
processes are streamlined and policies and objectives are constantly re-evaluated in order to 
be more efficient and cost effective. Instilling a Lean culture is defined as a combination of 
team work, employees contributing to ideas, quality and improvements (Pieterse et al., 
2010:189). 
 
Installing new processes within an organisation requires the right mindset and attitude of all 
employees at all levels (Jeyaraman & Teo, 2010:195). Non-ergonomic working practices are 
essential as well, for example research has shown that the use of daylight simulating lighting 
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in office areas greatly improved health, concentration, mood and the well-being of workers 
(Piercy & Rich, 2009:60).  
 
1.2.4 Trade unions 
 
Organisations across a number of sectors have embarked on cost reduction programmes to a 
large extent by slashing investments in people, reducing headcount and freezing training 
budgets (Simpson, 2010:16). Research has shown that many organisations have delayed the 
implementation of new streamlined processes because many believe that it results in layoffs 
(Pederson & Huniche, 2011:415). Therefore it is of utmost importance that trade unions are 
on board with any new processes that will be implemented and with the impact of these new 
processes on the headcount within the organisation.   
 
1.3 RESEARCH OBJECTIVES 
 
The primary objective of this study is to improve the effectiveness of Lean principles within a 
specific financial institution. More specifically, this study will identify the effectiveness of 
successfully implementing Lean principles at a financial institution by investigating the 
influence of employee knowledge, understanding and skills, communication, motivation and 
ownership from management, organisational culture and the impact of trade unions in 
organisations as mentioned in the problem statement above. 
 
In order to achieve the above primary objective, the following secondary research questions 
are pursued: 
· The influence of employee knowledge, understanding and skills on the effectiveness of 
Lean principles. 
· The influence of communication, motivation and ownership from management on the 
effectiveness of Lean principles. 
· The influence of organisational culture on the effectiveness of Lean principles. 
· The influence of trade unions on the effectiveness of Lean principles. 
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To achieve the above objectives, the following research objectives are: 
· To perform a secondary literature review on Lean principles. 
· To construct a questionnaire to collect data on the hypothesised model to improve the 
effectiveness of Lean principles. 
· To collect data from the target sample, using the questionnaire. 
· To capture the raw data in Excel and analyse it with a statistics software program. 
· To interpret the findings, draw conclusions and make recommendations to management 
based on the findings. 
 
1.4 THE HYPOTHESES 
 
The following null hypotheses were investigated: 
H01:  Employee knowledge, understanding and skill exert no influence on the effectiveness 
of Lean principles. 
H02: Management involvement exerts no influence on the effectiveness of Lean principles. 
H03: Communication exerts no influence on the effectiveness of Lean principles. 
H04: Organisation culture exerts no influence on the effectiveness of Lean principles. 
H05:  The involvement of trade unions exerts no influence on the effectiveness of Lean 
principles. 
 
The above-mentioned null hypotheses are graphically illustrated in Figure 1.1. 
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FIGURE 1.1: THE CONCEPTUAL FRAMEWORK/MODEL TO IMPROVE  
  THE EFFECTIVENESS OF LEAN PRINCIPLES 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
1.5 METHODOLOGY OF THE STUDY 
 
In this section the research paradigm, sample, measuring instruments and data analysis 
techniques are explained. 
 
1.5.1 The research paradigm 
 
A research paradigm as defined by Collis & Hussey (2009) is research guided by people’s 
beliefs and values and how they percieve the world. The two main paradigms mentioned are 
positivistic, which is referred to as quantitative and phenomenological, which stems from an 
anti-positivistic, which is also referred to as qualitative. 
 
The quantitative paradigm is the traditional method of research and it usually relies on 
numerical data and mathematical or statistical treatment of that data (Rugg & Petre, 2007). 
The results that are uncovered are thus grounded in mathematical logic. This is regarded as a 
H05 
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H04 
Management 
involvement  
Organisation 
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Trade unions 
Effectiveness of Lean 
principles 
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knowledge, 
understanding 
and skill 
H01 
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highly valid and reliable research paradigm. The positivistic approach suggests that closed 
questions should be used. The researcher has to remain detached from the research in order 
not to make biased generalisations (Collis & Hussey, 2009). 
 
Data gathered within the interpretivist research paradigm, i.e. qualitative, is primarily 
descriptive, although it may be quantitative, as for example in sizes of living areas, coded 
questionnaires or documentary analysis (Rugg & Petre, 2007). The emphasis is on 
exploration and insight rather than experiment and the mathematical treatment of data. 
Research set in the interpretivist research paradigm can address questions about how and why 
something is happening (Collis & Hussey, 2009). 
 
The positivistic or quantitative approach was used in this study as the aim of the study was to 
quantify the relationships among the variables investigated in this study.  
 
1.5.2 The sample 
 
Convenience sampling was used to select a sample of sixty eight (68) employees within the 
specific financial institution. The sample was stratified to include senior managers, managers, 
team leaders and lower level employees. Questionnaires were distributed personally to the 
focus groups from the above categories.  
 
1.5.3 The measuring instruments  
 
To conceptualise the variable, a self-constructed measuring instrument was used to measure 
the variables listed below. These instruments have been based on content analysis of the cited 
literature sources: 
· Employee knowledge, understanding and skills (Gagnon et al., 2008; Piercy & Rich, 
2009; Folinicis & Faruna, 2011; Pederson & Huniche, 2011). 
· Management involvement (Kallage, 2006; Garrigues & Tan, 2008; Jeyaraman & Teo, 
2010). 
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· Communication (Kallage, 2006; Piercy & Rich, 2009). 
· Organisational culture (Pieterse et al., 2010; Jeyaraman & Teo, 2010).  
· Trade unions (Pederson & Huniche, 2011). 
 
The findings of this study were based on the reliability coefficient and the Cronbach alpha 
report. A Likert Scale questionnaire was conducted in this study that ranges from one (1): 
Strongly Disagree to five (5): Strongly Agree. 
 
1.6 TERMINOLOGY 
 
The following key concepts were used in this study. 
 
Employee knowledge, understanding and skills: Employee knowledge, understanding and 
skills are gained through a continuous learning environment, experience, information sharing, 
training and learning from colleagues. These skills are usually obtained via on the job 
training (Pederson & Huniche, 2011:410).  
 
Management involvement:  Process of selecting and retaining employees and giving them 
significant decision-making power, information, and incentive compensation (Jeyaraman & 
Teo, 2010:215). 
 
Communication: Two-way process of reaching mutual understanding, in which participants 
not only exchange information, news, ideas and feelings but also create and share meaning. 
In general, communication is a means of connecting people or places. In business, it is a key 
function of management, an organisation cannot operate without communication between 
levels, departments and employees (Piercy & Rich, 2009). 
 
Organisational culture: It is the collection of relatively uniform and enduring values, 
beliefs, customs and practices that are uniquely shared by an organisation’s members and 
which are transmitted from one generation of employees to the next (Jeyaraman & Teo, 
2010:201).  
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Trade unions: An organisation whose membership consists of workers and union leaders, 
united to protect and promote their common interests. The principal purposes of a trade union 
are to: (1) negotiate wages and working condition terms, (2) regulate relations between 
workers (its members) and the employer, (3) take collective action to enforce the terms of 
collective bargaining, (4) raise new demands on behalf of its members, and (5) help settle 
their grievances (Pederson & Huniche, 2011:403). 
 
1.7 OUTLINE OF THE STUDY 
 
The study includes the following chapters: 
 
Chapter one:  Scope of the study. This chapter outlines the scope, problem statement, 
objectives, hypotheses and methodology of the study. 
 
Chapter two: Literature review on Lean manufacturing principles and tools. This chapter 
comprises a literature overview that includes the Lean manufacturing principles and tools; 
and the hypothesised model to improve the effectiveness of Lean principles. 
 
Chapter three:  Methodology of the study. This chapter outlines the research methodology, 
which includes research paradigm, sampling design and measuring instruments. 
 
Chapter four: The empirical results. In this chapter the empirical results are reported and 
interpreted. This includes the reliability and validity assessments of the measuring 
instruments. 
 
Chapter five: Conclusions and recommendations. This chapter comprises of the conclusion 
and recommendations. 
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2 CHAPTER 2 
 
LEAN MANUFACTURING – PRINCIPLES AND TOOLS 
 
2.1 INTRODUCTION 
 
Lean manufacturing is defined as an operational strategy aimed toward achieving the shortest 
possible cycle time by eliminating waste, i.e. producing more goods and services and with the 
least amount of resources. The technique is often designed to radically improve profitability, 
customer satisfaction, throughput time and employee morale (Pieterse et al., 2010:2). 
 
According to Spear (2012), Lean principles is defined as a collection of 'efficiency tools' that 
can be unleashed in an organisation to save money, reduce cost and waste and deliver 
consistent and effective service that is affordable and pleasing to customers. 
 
Lean organisations are able to be more responsive to market trends, deliver products and 
services faster, and provide products and services less expensively than their non-lean 
counterparts (Doolen & Worley, 2006). According to Hines et al. (2011) Lean crosses all 
industry boundaries, addresses all organisational functions, and impacts the entire system, i.e. 
from supply chain to customer base. 
 
In this chapter, the variables and principles that contribute to the effectiveness of Lean are 
discussed.  
 
2.2 LEAN PRINCIPLES 
 
Lean principles have a variety of synonyms; Lean Manufacturing, Lean Production, Toyota 
Production System, etc. It began in the manufacturing environment but has spread to all 
sectors of organisations, including the service industry (Hines et al., 2011). According to 
Marksberry (2011:140) it is commonly believed that Lean started at Toyota in Japan, yet the 
following quote clearly states that Henry Ford had been using parts of Lean as early as the 
1920’s: “One of the most noteworthy accomplishments in keeping the price of Ford products 
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low is the gradual shortening of the production cycle. The longer an article is in the process 
of manufacture and the more it is moved about, the greater is its ultimate cost”.  
 
Lean is a philosophy that uses tools and techniques to create a change of organisational 
culture in order to implement the good practice of process or operations improvement. This 
allows the reduction of waste, improvement of flow and more focus on the needs of the 
customers at shorter lead times, but still at the highest quality (Folinicis & Faruna, 2011:65). 
The term Lean manufacturing is coined to represent half the human effort in the company, 
half the manufacturing space, half the investment in tools, and half the engineering hours to 
develop a new product in half the time (Marksberry, 2011:145). 
 
Lean manufacturing steps in when obvious waste or inefficiencies can easily be identified; it 
attracts attention and demands action (Garriques & Tan, 2008:16). It deals with the problems 
that we can actually “SEE” and do something about, this means that Lean manufacturing can 
make a difference in any organisation (Spear, 2012). As seen in Figure 2.1 below, this 
illustrates the route to performance improvement over time.  
 
FIGURE 2.1: ROUTE TO PERFORMANCE IMPROVEMENT OVER TIME 
 
 
Adapted from Hines et al. (2011:13)  
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Lean thinking has become the tools of choice in many manufacturing industries. The 
importance of the Lean principles is captured in six concepts (Hines et al., 2011):  
· Specify value in the eyes of the customer. 
· Identify the value stream.  
· Create flow by eliminating waste.  
· Respond to customer pull.  
· Continuously improve in the pursuit of perfection.  
· Involve and empower employees. 
 
FIGURE 2.2: LEAN PRINCIPLES 
 
 
Source: (Hines et al., 2011:4)  
 
These five Lean principles are fundamental for the elimination of waste. According to Hines 
et al. (2011) these principles are easy to remember, yet not so easy to attain. 
 
2.2.1 Identify customers and specify value 
 
Organisations must recognise that only a small fraction of the total time and effort actually 
adds value for the end customer (Folinicis & Faruna, 2011:63). A product or service can be 
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defined as being valuable when it fulfils the customer’s need at a specific time, anything else 
is non-value adding (Pieterse et al., 2010:8). 
 
2.2.2 Identify the value stream 
 
A value stream can be defined as the entire set of activities across all departments of the 
organisation involved in jointly delivering the product or service (Montiea, 2011:30). This 
represents the end-to-end process that delivers the value to the customer, i.e. the entire set of 
activities entailed in creating and producing a specific product or service (Murat, 2010:5). 
 
2.2.3  Create flow by eliminating waste 
 
Research has shown that, often when a value stream is mapped, it is found that only five 
percent of activities add value in the service industry, which in turn can rise to forty five 
percent (Johnston & Michel, 2008:80). Eliminating this waste ensures that the product or 
service “flows” to the customer without any interruption, detour or waiting. To ensure flow 
improvement, the organisation should (Piercy & Rich, 2009:60): 
· Focus on the actual product – Always in sight, from beginning to end. 
· Ignore traditional boundaries – Learn to do things differently. 
· Work practices and tools –Utilise new processes and procedures. 
 
2.2.4 Respond to customer pull 
 
This is about understanding the customer demand and then creating the process to respond to 
it, i.e. only producing what the customer wants, when the customer wants it (Montiea, 
2011:30). This will ensure that unnecessary waste is eliminated as customers pull products 
into the market instead of organisations pushing unwanted products onto customers (Pieterse 
et al., 2010:9). 
 
2.2.5 Continuously improve in the pursuit of perfection 
 
Creating flow and pull starts with radically reorganising individual process steps, but the 
gains become truly significant as all the steps link together (Pieterse et al., 2010:10). As this 
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happens more and more layers of waste become visible and the process continues towards the 
theoretical end point of perfection, where every asset and every action adds value for the end 
customer (Hines et al., 2011). 
 
2.2.6 Involve and empower employees 
 
Employee involvement is important at every level as each and every employee contributes to 
the effectiveness of an organisation (King, 2011:58). Sufficient training is crucial for Lean 
implementation. All employees should be trained for the appropriate functions once the 
strategy has been implemented (Simpson, 2010:17). By instilling a Lean culture, certain 
metrics that focus on the process of value creation must be instilled as well. Employee 
performance must be measured according to the new strategy; failure to incorporate these 
metrics can cause a lot of non-lean behaviour (Kallage, 2006). Research has shown that when 
employees receive recognition for contributing in improvement meetings; there is an increase 
in Lean cultivation within the organisation (Jeyaraman & Teo, 2010:195). 
 
In following these five principles of Lean, organisations will implement a philosophy that 
will become just the way things are done (Marksberry, 2011:140). Whilst all five principles 
are essential in the implementation of Lean, the most important element would be specifying 
and identifying the value (Angelis & Fernandes, 2012:76). The concept of value is mainly 
defined by the customer. This will ensure that organisations are driving towards the overall 
strategy by constant review of processes to ensure that value is constantly and consistently 
delivered to the customer (Pederson & Huniche, 2011:419). This allows the organisation to 
maintain its high level of service whilst being able to grow and adapt with a changing 
environment and this is accomplished through implementing sustainable change (Weybrecht, 
2010). 
 
2.3 APPROACHES TO IMPLEMENTING LEAN 
 
In terms of the drivers for implementing Lean, the focus appears to be on the need to reduce 
cost, improve quality, develop efficient processes, reduce variation and respond to 
competitive pressures from other financial institutions (Garriques & Tan, 2008:16). The 
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approach to developing and supporting Lean within an organisation can be implemented as 
follows (Hart & Milstein, 2007:62): 
· Steering group: Establishment and regular meetings must be conducted to give direction 
and be ultimately accountable for the implementation of Lean. 
· Project team: Manage the day-to-day implementation. 
· Training and development: This should be an ongoing process for all staff in the 
organisation. The training should be tailored to distinguish between the leadership 
requirements of managers and the day-to-day problem solving requirements of front line 
staff in the organisation.  
 
These organisational readiness factors must be incorporated to ensure that the organisation is 
ready to engage with, or can enable Lean. Readiness is also critical for the long term 
sustainability of Lean implementation (Worley & Doolen, 2006:235). The tools, building 
blocks and techniques as mentioned in 2.4 below should be implemented in the short term to 
achieve a clear focus and promote staff engagement. These tools will allow Lean to sustain 
the improvement activity and become embedded in the day-to-day processes and service 
delivery (Puvanasvaran et al., 2009:130). 
 
When implementing Lean, many organisations decide whether to engage with external 
suppliers or not, there are three options available that are summarised in Table 2.1 below; 
 
TABLE 2.1: OPTIONS FOR IMPLEMENTATION OF LEAN 
 
Option Advantage Disadvantage 
Use external consultants 
to undertake Lean 
implementations. 
Lean implementations up and 
running quickly. 
Cost of using external 
consultants is likely to be 
expensive. 
Ownership of the improvement 
remains with the external 
organisation. Sustainability of 
Lean is reliant upon 
consultants. 
Undertake the Lean 
implementation using 
internal knowledge and 
capability. 
Less expensive than using 
external consultancy. 
Internal staff develops Lean 
expertise. 
Staff transfers knowledge and 
Lean implementations slower to 
start whilst the knowledge is 
being developed. 
Internal staff may become a 
substitute for an external 
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capability to other 
departments/areas. 
consultancy than owns the 
improvement activity. 
A combination of 
external and internal 
capability. 
External consultants 
undertake initial training and 
Lean champion development 
and initial improvement work 
with staff. 
Over time the focus moves to 
external consultants 
providing 
mentoring/coaching role. 
Staff decides on/undertakes 
improvement activity. 
Lean champions could be 
perceived as an elite group. 
Lean champion knowledge 
needs to develop over time. 
Adapted from Worley & Doolen, (2006:238) 
 
Organisations undertaking Lean implementations need to realise that the full benefits of Lean 
require a long term programme and not a short-term fix. The essence of Lean is about 
continuous improvement across the whole of the organisation, and not a once-off process 
redesign or a Rapid Improvement Even (RIE) focusing on one department (Dombrowski & 
Mielke, 2013:572). Lean should therefore be seen as a complete philosophy that cuts across 
departmental boundaries. It could be considered as an organisational journey resulting in 
more efficiency in the short term and complete organisational effectiveness over the longer 
term (Dombrowski & Mielke, 2013:574). 
 
2.4 LEAN BUILDING BLOCKS/ PHILOSOPHIES/STRATEGIES 
 
Lean draws on a range of process improvement tools and techniques (Holtskog, 2013:577). 
The fundamental idea of Lean lies in continuous improvement, the elimination of uncertainty 
with regard to variation and process flow developed throughout the organisation focused 
around the Lean principles (Holtskog, 2013:578). Successful practitioners recognise that, 
although most of these may be implemented as stand-alone programs, few have significant 
impact when used alone (Piercy & Rich, 2009:75). The more common building block or 
strategies are listed below and the purpose is to engage, establish and embed Lean in the 
organisation. Note that some are used only in the manufacturing industry, but most apply 
equally to the service industry (Pieterse et al., 2010:12): 
· Pull Production. 
· Kanban Scheduling. 
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· Kaizen.  
· Cellular lay – out. 
· Total Productive Maintenance. 
· Total Quality Management. 
· Plan-Do-Check-Act (PDCA) cycle. 
· Visual Management. 
· Standardised Process. 
· 5 S. 
 
2.4.1 Pull Production 
 
This is the technique for producing products or services that the customer needs. Most service 
organisations operate this way by nature (Gagnon et al., 2008:429). Manufacturers have 
historically operated by a push system, building products to stock without firm customer 
orders. Therefore producing in terms of the pull production will ensure that only the exact 
amount of services or products are available, thereby ensuring that there is minimal waste 
(Pieterse et al., 2010:12). 
 
2.4.2 Kanban Scheduling 
 
Kanban cards are used to maintain an orderly flow of material or tools. The exact number of 
material that is needed from order point to where it must be delivered is indicated on the card 
(Pieterse et al., 2010:12). This eliminates waste from inventory and overproduction. It can 
also eliminate the need for physical inventories, instead by relying on cards to indicate when 
more goods need to be ordered. 
 
2.4.3 Kaizen (Continuous Improvement) 
 
The Kaizen mindset focuses on the small yet frequent improvements needed to make changes 
to non-value adding steps in processes (Pieterse et al., 2010:14). Ideas and suggestions are 
expected of every worker on a regular basis (Gagnon et al., 2008:441). These improvements 
are aimed at reducing the overall lead time within the organisation and other improvement 
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opportunities (Ehrenfeld, 2005:55). This process helps by combining the collective talents of 
individuals to create an engine for continually eliminating waste. 
 
2.4.4 Cellular Layouts 
 
This technique arranges operations in a cell (often U-shaped) rather than in a traditional 
straight assembly line (Pieterse et al., 2010:12). In the cell, parts or transactions are directly 
handed from one process stage to the next, in close proximity, with no inventory in between. 
The cellular concept allows for better utilisation of people and improves communication and 
process utilisation, which in turns eliminates waste (Hines et al., 2011). 
 
2.4.5 Total Productive Maintenance (TPM) 
 
This capitalises on proactive and progressive maintenance methodologies and calls upon the 
knowledge and cooperation of operators, equipment vendors, engineers and support 
personnel to optimise machine performance (Hines et al., 2011). Results of this optimized 
performance include: elimination of breakdowns, reduction of unscheduled and scheduled 
downtime, improved utilization, higher throughput, and better product quality (Pieterse et al., 
2010:13). Bottom-line results include: lower operating costs, longer equipment life and lower 
overall maintenance costs (Hines et al., 2011). 
 
2.4.6 Total Quality Management (TQM) 
 
As explained by Pieterse et al. (2010:105) TQM is a management approach to long term 
success through customer satisfaction. In a TQM effort, all members of an organisation 
participate in improving processes, products, services and the culture in which they work. 
TQM is applicable to every operation in the company and recognises the strength of 
employee involvement. 
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2.4.7 Plan-Do-Check-Act (PDCA) cycle 
 
This is similar to the classic feedback model used to control systems. Systems using feedback 
tend to be more stable and tolerant of variations in components and inputs (Spear, 2012). This 
is also seen as an iterative methodology for implementing improvements: 
· Plan – Establish, plan and expect results by developing a hypothesis. 
· Do - Implement a plan by running an experiment. 
· Check - Verify expected results achieved and then evaluate it. 
· Act - Review and assess the experiment and try it again. 
 
The PDCA cycle illustrates that it is essential to measure the operational performance if the 
organisation wants to make improvements. The organisation must ensure that the metrics are 
aligned with the customer’s voice (Spear, 2012). 
 
2.4.8 Visual Management 
 
This is a form of fast communication between teams and co-workers. This refers to visual 
indicators, displays and controls that are used throughout the organization to improve 
communication of information. Visual management makes the state and condition of Lean 
processes easily accessible and very clear to everyone (Spear, 2012). 
 
2.4.9 Standardised Process 
 
Standard work ensures that each step in the process is clearly defined so that work can be 
performed repeatedly in the same manner and within the calculated time. Here are some ways 
to apply standardised processes (Ehrenfeld, 2005:59): 
· Document common transaction types into summarized one-page references, and include 
decision trees for frequently encountered situations. 
· Standardise document transfer to reduce lost files, improve visual management of work in 
process, and reduce delays. 
· Provide simple rules/checklists to ensure that required docs/information are present 
before packet submission/hand-off. 
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Without documented standardised processes and a program to audit the use of those 
processes, it can be very difficult to achieve the expected benefits of a Lean program. 
However, once standard work is in place, it is much easier to develop, communicate, and 
implement continuous process improvements (Pieterse et al., 2010:47). This means process 
improvements can be performed more quickly and impacts can be measured more accurately. 
This can result in larger gains and long-term sustainability for firms that employ Lean (Spear, 
2012). 
 
2.4.10 5 S 
 
This is a system where there is a place for everything and everything in its place, with the 
entire required resources ready where and when they are needed. It consists of sifting and 
removing all unnecessary items and simplifying the workplace. The work area should be 
organised as follow (Hines et al., 2011): 
· Sort – eliminate that which is not needed. 
· Set in order – organise remaining items. 
· Shine – clean and inspect work area. 
· Standardise – write standards for the above. 
· Sustain – regularly apply the standards. 
This process eliminates waste that results from a poorly organised work area. 
 
2.5 IMPACTS OF LEAN IMPLEMENTATION 
 
According to Villa and Taurino (2013:957), implementing Lean has significant quantitative 
impacts including increasing labour productivity, reducing throughput times and reducing the 
number of errors reaching customers. Productivity increases will result due to the reduction 
of waste, allowing organisations to run at capacity, reducing costs and defect rates (Villa & 
Taurino, 2013:960). The quantitative impacts include: 
· Standard processes, reduced variability, flatter management structures and more flexible 
processes. 
· Decreasing work in progress by removing bottlenecks. 
· Increased capacity leading to more on time delivery of services thereby increasing 
customer satisfaction as they received an improved and more consistent level of service. 
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· Reducing instances of failure demand, i.e. service standards fail to meet or exceed 
customer expectations resulting in customer complaints. 
 
Lean can also lead to qualitative impacts which include human elements that have longer 
lasting and more important effects. This supports the development of a culture of continuous 
improvement within the organisation. The qualitative impacts include (Holtskog, 2013:576): 
· Culture change to focus on understanding the customer requirements. 
· Increased employee morale through more empowerment. 
· More cross functional team working which can contribute to knowledge transfer between 
staff from within and across departments. This increases the understanding of the whole 
system and how it fits together leading to a change in attitude and outlook. 
· Increased awareness and time for problem solving. 
· Better layout of processes and being able to find items more easily. 
 
2.6 SUSTAINABLE LEAN ICEBERG MODEL 
 
Applying Lean is not about what can be seen, it is rather what is not seen that matters, i.e. 
organisations have to focus on the factors below the waterline as well as above (Hines et al., 
2011). As mentioned above, while the necessary principles as well as philosophies/building 
blocks were examined, the factors below the waterline that should be looked at include 
strategy and alignment, leadership, behaviour and engagement as illustrated in Figure 2.3 
below. 
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FIGURE 2.3: THE SUSTAINABLE LEAN ICEBERG MODEL 
 
 
Adapted from Hines et al. (2011:16) 
 
2.6.1  Strategy and alignment 
 
Many organisations presently fail to establish a coherent strategy, vision and purpose. A 
strategy needs to be fully communicated and deployed throughout the organisation. It needs 
to describe (Hart & Milstein, 2007:57): 
· What the organisation wants to do. 
· Why this is important. 
· How to focus on change activity. 
 
The following questions can test whether this is the case presently: 
1. Can all employees clearly articulate the organisational strategy? 
2. Can employees demonstrate how daily tasks help the organisation achieve its objectives? 
 
Research has shown that in a typical organisation, no more than 20 percent of staff can 
articulate the strategy or demonstrate the direct contribution of duties to the organisation 
strategy (King, 2011:58). This may mean that less than five percent of people are directly 
contributing to effective change (Franz - Kamissoko, 2011:67). 
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2.6.2 Leadership 
 
Leaders are usually characterised as having guiding vision, passion and integrity, and many 
organisations possess good managers but not necessarily good leaders (van Rensburg, 
2011b:76). When leading change, leaders should possess high energy levels, be innovative, 
focus on people, inspire trust, have a long range perspective and challenge the status quo 
(Franz - Kamissoko, 2011:68). 
 
The role of the leader is to inspire with words, deeds and actions. This involves allowing 
everyone in the organisation to take part in the strategy process and encouraging everyone to 
get involved in delivering the actual change and reducing non-value adding work (Nel, 
2011:75). A leader inspires an organisation to change from a typical organisation to a 
sustainable one (Franz - Kamissoko, 2011:67).  
 
2.6.3 Behaviour and engagement 
 
The engagement of people on a Lean journey is essential (Simpson, 2010:17). It will 
determine behaviour and the organisation’s ultimate success (Pieterse et al., 2010:83). There 
are many steps on the engagement journey, but effective strategy, alignment and leadership is 
a good start (Doolen & Worley, 2006:). Other key elements are partly due to the 
characteristics of the individual employees, what is communicated and also the training that 
is needed (van Rensburg, 2011b:76). The general social norms of the organisation will also 
have an impact on the journey from acceptance to commitment as illustrated below. 
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FIGURE 2.4: STAGES OF A LEAN JOURNEY 
 
 
Adapted from Hines et al. (2011:20) 
 
The key elements of organisational readiness include: staff engagement through appropriate 
training and development; linking Lean to an improvement strategy; having a process view; 
understanding customer requirements; strong, committed leadership; seeking ways to co-
produce with the service user; and understanding demand, capacity and variation. Together 
with a clear communication strategy and supported by a steering group and project team, a 
foundation for developing Lean is formed. 
 
2.7 THEORETICAL MODEL TO IMPROVE THE EFFECTIVENESS OF LEAN 
PRINCIPLES 
 
A strategic focus on Lean principles can assist an organisation to achieve their goals by 
adding value to their key resources. The following are selected determinants that can be 
employed by the financial institution to improve the effectiveness and implementation of 
Lean principles: 
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2.7.1 Employee knowledge, understanding and skill 
 
Organisational change is usually associated with feelings of insecurity, uncertainty and 
anxiety, often leading to lack of buy-in and employee resistance (Gagnon et al., 2008:425). 
Getting all employees on board from the outset is crucial to sustain Lean change. Employees 
that add or create value are displaying Lean behaviours (Angelis & Fernandes, 2012:75). It is 
the minimisation of waste associated with arbitrary or contradictory thoughts and actions that 
leads to defensive behaviours, ineffective relationships, poor co-operation and negative 
attitudes (Hines et al., 2011). Lean behaviour is a strong source of competitive advantage, as 
once it is deeply understood and practiced diligently it will become sustainable behaviour that 
replaces old habits (Hines et al., 2011). It is therefore hypothesised that: 
 
H1: Employee knowledge, understanding and skill in Lean principles exert a positive 
influence on the effectiveness of these Lean principles. 
 
2.7.2 Management involvement 
 
Management involvement is often seen as the holy grail of a successful organisation.  
Research has shown that poor management has been identified as the reason for poor 
sustainability of Lean change (Worley & Doolen, 2006:230). Involvement from managers 
does not only refer to managing, but also leading. A leader fosters change and creates an 
environment where change is the norm, whereas managers stabilise the organisation and 
ensure that the changes are well implemented (van Rensburg, 2011b:77). Therefore both sets 
of behaviour are necessary to achieve excellence, and different approaches may be needed at 
different times, depending on where the organisation is in the transformation phase (Franz - 
Kamissoko, 2011:68). It is therefore hypothesised that: 
 
H2: Greater management involvement exerts a positive influence on the effectiveness of 
Lean principles. 
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2.7.3 Communication 
 
Clear effective internal communication is important to accomplish the effectiveness of Lean 
principles as it fosters trust, faster decision making and improved performance where 
research has shown that unclear communication is a major factor in every organisational 
problem (Worley & Doolen, 2006:243). Since Lean implementation involves employees at 
all levels, there is a need for a good communication process to enable a smooth flow of the 
process. One of the main challenges of communication is to ensure that the changes are being 
readily accepted and implemented by everyone at all levels (Puvanasvaran et al., 2009:140). 
Research has shown that a good communication process supports Lean principles and 
management should understand and emphasise the importance of the communication to 
successfully implement Lean principles in the organisation (Puvanasvaran et al., 2009:150). It 
is therefore hypothesised that: 
 
H3: More extensive communication exerts a positive influence on the effectiveness of 
Lean principles. 
 
2.7.4 Organisational culture 
 
Organisational excellence is directly linked to its organisational culture.  A culture can be 
defined as the social, moral and behavioural norms of a group or organisation, which are 
based on the beliefs, attitudes, values and priorities of the members (Hines et al., 2011).  
Instilling Lean principles requires the right culture. Making small improvements within the 
organisation such as the upgrade of the rest rooms or layout of certain working stations will 
ensure that employees are happy and proud to work in such a nice environment, making 
change in the organisation much easier to accept (Gagnon et al., 2008:425). It is therefore 
hypothesised that: 
 
H4: A Lean-supportive organisational culture exerts a positive influence on the 
effectiveness of Lean principles. 
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2.7.5 Trade unions 
 
Certain elements must be included if any Lean program is to be successful. Typically, active 
leadership and partnerships between management and labour must be part of any Lean 
initiative (Hines et al., 2011). Convincing the labour unions to embrace Lean is a must as 
management needs to prove that Lean does not stand for "Less Employees Are Needed" 
(Doolen & Worley, 2006). Many trade unions agree that these Lean change programs are 
useful tools and do not mean the end of careers unless there is change in the relationship and 
culture of the workplace. It is up to everyone, including the unions to make Lean work and 
turn the organisation around. It is only by all working together that this could succeed (Hines 
et al., 2011). It is therefore hypothesised that: 
 
H5: Support of trade unions exerts a positive influence on the effectiveness of Lean 
principles 
 
FIGURE 2.5: HYPOTHESISED MODEL TO IMPROVE EFFECTIVENESS OF 
LEAN PRINCIPLES 
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2.8 CONCLUSION 
 
In this chapter Lean principles and philosophies were discussed in order to give the reader a 
better understanding of what Lean manufacturing entails. In this research, specific emphasis 
was placed on the following variables that impact the effectiveness of Lean principles; lack of 
employee knowledge, understanding and skills, lack of communication, motivation and 
ownership from management, organisational culture and the affect trade unions have on 
organisations. 
 
As mentioned, if an organisation utilises the sustainable Lean iceberg model, all relevant 
factors will be addressed. Therefore in this study, the iceberg model will be the basis of the 
study. This will ensure that all factors above and below the waterline are addressed to see 
how the above mentioned variables affect Lean principles within a specific financial 
institution. 
 
Figure 2.5 as shown above was included in this section as background, to explore the 
understanding of the topic, but it is not the main focus of this study, therefore it is not 
analysed further. 
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3 CHAPTER 3 
 
RESEARCH METHODOLOGY 
 
3.1 INTRODUCTION 
 
In this chapter, the research methodology that tests the hypotheses is discussed. This chapter 
also includes a discussion of the population, sample, sample approach and measuring 
instruments used in the study.  
 
3.2 THE RESEARCH PARADIGM 
 
There are two basic approaches to research, namely quantitative or positivistic and qualitative 
or phenomenological paradigms. The quantitative paradigm is the traditional method of 
research and it usually relies on numerical data and mathematical or statistical treatment of 
that data (Rugg & Petre, 2007). The qualitative paradigm is primarily descriptive and the 
emphasis is on exploration and insight, i.e. words, sentences and narratives, rather than 
experiment and the mathematical treatment of data. Research set in the interpretivist research 
paradigm can address questions about how and why something is happening (Collis & 
Hussey, 2009). 
 
According to Zikmund, Babin, Carr & Griffin, (2010) the qualitative approach to research is 
concerned with subjective assessment of attitudes, opinions and behaviour. This is research 
designed to find out how people feel or what they think about a particular subject or 
institution. Qualitative research is especially important in the behavioural sciences where the 
aim is to discover the underlying motives of human behaviour. Through such research we can 
analyse the various factors which motivate people to behave in a particular manner or which 
make people like or dislike a particular thing (Collis & Hussey, 2009).   
 
Qualitative research does not have to be conducted at the start of a research programme as it 
can be used to further investigate findings that emerge from quantitative research (Blumberg, 
Cooper and Schindler, 2008). There are several approaches for qualitative research, but when 
these approaches are combined, four methods emerge which are: 
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· Focus groups. 
· Experience surveys. 
· Two-stage designs. 
· Secondary data analysis. 
 
According to Blumberg et al. (2008), the quantitative or positivistic approach explains 
phenomena by collecting numerical data which is analysed using mathematically based 
methods. This approach usually consists of establishing a causal relationship and causal flow 
between two variables and linking them to deductive or integrated theory (Collis & Hussey, 
2009). The positivistic approach is usually associated with close-ended questions, usually 
asked in a fixed order, whereas phenomenological approach is associated with open-ended 
questions. There are many different methods researchers can use to conduct a quantitative 
survey. Five of these are listed below (Blumberg et al., 2008): 
· Customer comment cards. 
· Mail Survey. 
· Internet. 
· Telephone. 
· Face-to-face interviewing. 
 
Researchers who use logical positivism or quantitative research employ experimental 
methods and quantitative measures to test hypothetical generalisations as well as emphasise 
the measurement and analysis of causal relationships between variables (Collis & Hussey, 
2009). According to Collis and Hussey (2009) quantitative research allows the researcher to 
familiarise him/herself with the problem or concept to be studied and perhaps generate 
hypotheses to be tested. In this paradigm: 
· The emphasis is on facts and causes of behaviour. 
· This information is in the form of numbers that can be quantified and summarised. 
· The mathematical process is the norm for analysing the numeric data. 
· The final result is expressed in statistical terminologies. 
 
A summary of the main differences between qualitative and quantitative research is given in 
Table 3.1. 
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TABLE 3.1 DIFFERENCES BETWEEN QUANTITATIVE AND QUALITATIVE 
  RESEARCH 
 
Quantitative Qualitative 
In quantitative research features are classified, 
counted and statistical models are constructed 
in an attempt to explain what is observed. The 
primary purpose is to determine the cause-
and-effect relationship. 
In qualitative research, analyses are 
complete, detailed descriptions. The 
primary purpose is to describe on-going 
processes. 
 
Precise hypothesis is stated before the start of 
the investigation; theories govern the purpose 
of the investigation in a deductive manner. 
Hypotheses are developed during the 
investigation; questions govern the purpose 
of the investigation; theories are developed 
inductively. 
The independent variable is controlled and 
manipulated. 
 
There is no specific independent variable; 
the concern is to study naturally occurring 
phenomena without interference. 
Collection of data is a main requirement. 
Researcher may not interact with participants. 
Data collection is not a requirement; the 
researcher can interact with the participants. 
Research design is specified before the start 
of the investigation. 
Research design is flexible and develops 
throughout the investigation. 
Reliability and validity determined through 
statistical and logical methods. 
 
Reliability and validity determined through 
multiple sources of information. 
(triangulation). 
Phenomena are broken down or simplified for 
study. 
Phenomena are studied holistically as a 
complex system. 
Conclusions are stated with a predetermined 
degree of certainty. 
Conclusions are tentative and subjected to 
ongoing examination. 
Adapted from Chambers and Skinner (2003) 
 
It is important to indicate whether research projects have a qualitative or quantitative nature. 
This will assist in determining what process to follow and measuring instruments to select. 
The quantitative or positivistic approach was used in this study, as the aim was to statistically 
test the relationships among the variables investigated in the study. 
 
3.3 THE SAMPLE 
 
A sample only includes some of the members of a population (Collis & Hussey, 2009). 
Conclusions of the entire population can be drawn by selecting some of the elements in a 
population. The sampling method selected for this study is convenience sampling. 
Convenience sampling refers to the collection of information from members of the population 
who are conveniently available to provide it. A sample of sixty-eight (68) employees was 
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selected within the specific financial institution. The population of the study consisted of 
senior managers, branch area managers, branch managers, specialist managers or team 
leaders and front line employees. The sample was stratified to include senior managers, 
branch area managers, branch managers, specialist managers or team leaders and front line 
employees, as all these occupational categories are involved in the effectiveness of Lean 
principles. The views of each section of the population are recorded in a balanced way, thus 
preventing bias as mentioned by Collis and Hussey (2009). 
 
There were sixty-eight (68) questionnaires distributed in total, but only thirty-eight (38) 
questionnaires were returned. The responses that were not received constituted of forty-four 
percent (44%) of the sample. The overall response rate is depicted in Table 3.2 and Figure 3.1 
 
TABLE 3.2: OVERALL RESPONSE RATE 
 
RESPONSE RATE 
 Responses Percentage (%) 
Received 38 56% 
Outstanding 30 44% 
Distributed 68 100 
 
FIGURE 3.1: GRAPHICAL ILLUSTRATION OF RESPONSE RATE 
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The gender of the thirty eight respondents is depicted in Figure 3.2 below. Only thirty-nine 
percent (39.5%) were represented by males and sixty percent (60.5%) percent were 
represented by females.  
 
 FIGURE 3.2: GRAPHICAL ILLUSTRATION OF RESPONDENTS’ GENDER 
 
 
 
The biographical information was analysed accordingly to gender, age, position, qualification 
and years of service at the company. Table 3.3 below gives a summary of the biographical 
information. 
 
TABLE 3.3 DEMOGRAPHIC COMPOSITION OF THE SAMPLE 
 
Please indicate your gender 
Gender Respondents Percentage (%) 
Male 15 39.5 
Female 23 60.5 
TOTAL 38 100 
Please indicate your age 
Age Respondents Percentage (%) 
20-29 5 13.2 
30-39 20 52.6 
40-49 8 21.1 
50-59 3 7.9 
60+ 2 5.3 
TOTAL 38 100 
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Figure 3.2 illustrates that thirteen percent (13.2%) of the respondents were between the ages 
of 20-29, fifty-three percent (52.6%) were between the ages of 30-39, twenty-one percent 
(21.1%) were between the ages of 40-49, eight percent (7.9%) were between the ages 50-59 
and five percent (5.3%) were 60+ years. The level of maturity was indicated as only thirteen 
percent (13.2%) of respondents were below the age of 29 years.  
 
FIGURE 3.3: GRAPHICAL ILLUSTRATION OF NUMBER OF RESPONDENTS BY 
AGE 
 
 
 
Table 3.4 indicates that the majority of respondents had obtained a diploma and very few had 
completed undergraduate degrees or masters degree. The majority of respondents were at 
junior level - forty-seven percent (47.4%). Forty-seven percent (47.4%) had job tenures at 
their current role of between 5-9 years. Twenty-three percent (23.7%) of respondents had 
been with the organisation for 20+ years. Only fifteen percent (15.8%) of respondents had 
been working for the employer for less than 5 years.   
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TABLE 3.4: LEVEL OF EDUCATION AND YEARS OF EXPERIENCE 
 
What is your qualification? 
Highest qualification Responses Percentage (%) 
Grade 12 or equivalent 18 47.4 
National Diploma 14 36.8 
Degree 4 10.5 
Master’s Degree 2 5.3 
TOTAL 38 100 
What is your position? 
Position Responses Percentage (%) 
Regional Manager 3 7.9 
Branch Area Manager 3 7.9 
Specialist Manager / Team Leader 6 15.8 
Branch Manager 5 13.2 
Front Line Employee 18 47.4 
Other 3 7.9 
TOTAL 38 100 
Number of years with current employer? 
No of years Responses Percentage (%) 
Less than 5 years 6 15.8 
5-9 18 47.4 
10-14 3 7.9 
15-19 2 5.3 
20+ 9 23.7 
TOTAL 38 100 
Work experience with the current employer? 
 Responses Percentage (%) 
Less than 5 years 6 15.8 
5-9 20 52.6 
10-14 5 13.2 
15-19 2 5.3 
20+ 5 13.2 
TOTAL 38 100 
 
3.4 THE MEASURING INSTRUMENTS AND DATA ANALYSIS 
 
Measurement in research consists of assigning numbers to empirical events in compliance 
with a set of rules (Collis & Hussey, 2009). To conceptualise the variable, a self-constructed 
measuring instrument was used to measure the variables. The accuracy of the measuring 
instrument not only influences the accuracy of results, but also the conclusions drawn and 
generalisations made from the study. A formal self-constructed questionnaire was used for 
this study. 
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3.4.1 Questionnaires 
 
A questionnaire is defined as a list of carefully structured questions, with a view to eliciting 
reliable responses from a chosen sample. The aim of a questionnaire is to find out what a 
selected group of participants do, think or feel (Collis & Hussey, 2009). Large amounts of 
information can be collected from a large number of people in a short period of time and in a 
relatively cost effective way. 
 
Questionnaires are associated with both quantitative and qualitative methodologies. A 
quantitative approach suggests that closed questions should be used, whereas a qualitative 
approach suggests open-ended questions (Chambers & Skinner, 2003). The questions asked 
in the questionnaire were both open-ended and closed questions. Open-ended questions were 
used so that respondents could give a personal response to the questions, while closed ended 
questions were used in order to conduct an effective and efficient quantitative analysis (Collis 
& Hussey, 2009). 
 
The questionnaire was divided into two sections. Section A evaluated the perceptions on 
variables and Section B contained the biographical data of the respondents. A Likert Scale 
questionnaire was conducted in this study that ranged from one (1) Strongly Disagree to five 
(5) Strongly Agree. The STATISTICA Version 12 (2013) computer software program was 
used to conduct the statistical analyses in the study. 
 
3.5 RELIABILITY OF THE MEASURING INSTRUMENTS 
 
This is the extent to which results are consistent over time and an accurate representation of 
the total population under the study is referred to as reliability and if the results of a study can 
be reproduced under a similar methodology, then the research is considered to be reliable 
(Blumberg et al., 2008). There are three types of reliability referred to in quantitative 
research, which relates to: 
· The degree to which a measurement given repeatedly, remains the same. 
· The stability of a measurement over time. 
· The similarity of measurements within a given time period. 
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The notion that consistency with which questionnaire (test) items are answered or individual 
scores remain relatively the same, can be determined through the test-retest method at two 
different times. This attribute of the instrument is actually referred to as stability. When 
dealing with a stable measure, the results are similar. A high degree of stability indicates a 
high degree of reliability, which means the results are repeatable (Zikmund et al., 2010). 
 
The Cronbach alpha is an example of this test for reliability. According to Nunnally (1978) 
reliabilities that are 0.5, are basic and reliabilities within 0.6 to 0.7 ranges are considered to 
be fair, between 0.7 and 0.8 are good and those coefficients over 0.8 are considered to be 
very good. In the research study the Cronbach alpha results are depicted in the Table 3.5, one 
very bad instrument of 0.13, two fair, one good and one extremely good.  
 
TABLE 3.5: CRONBACH ALPHA VALUES OF MEASURING INSTRUMENTS 
 
MEASURING INSTRUMENTS ALPHA VALUE 
Employee knowledge, understanding and skill 0.13 
Management involvement 0.64 
Communication 0.43 
Organisation culture 1.06 
Trade unions 0.48 
 
3.6 VALIDITY OF THE MEASURING INSTRUMENTS 
 
This is concerned with the soundness and effectiveness of the measuring instrument. Validity 
raises questions whether the measuring instrument measures what it is intended to measure, 
what the actual test is that is being measured and the degree of accuracy of that measurement  
(Zikmund et al., 2010). Validity is the extent to which the accuracy of the research findings 
represents what really is happening in a particular situation. Researchers generally determine 
validity by asking a series of questions, and will often look for the answers in the research of 
others (Collis & Hussey, 2009). 
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There are different ways in which validity can be assessed. The main methods are construct 
validity, content validity, internal validity, conclusion validity, external validity, criterion 
validity and face validity as explained by Zikmund et al. (2010). 
· Construct validity – This validity occurs when the theoretical constructs of cause and 
effect accurately represent the real-world situations they are intended to model. 
Therefore construct validity is an assessment of the quality of an instrument or 
experimental design, i.e. the degree to which the content of the study is measured by the 
questionnaire. 
o Convergent validity: Convergent validity occurs where measures of constructs that 
are expected to correlate do so.    
o Discriminant validity: Discriminant validity occurs where constructs that are 
expected not to relate do not, such that it is possible to discriminate between these 
constructs. 
o Nomological network: Defined by Cronbach and Meehl as the set of relationships 
between constructs and between consequent measures.  
o Multitrait-Multimethod Matrix (MTMM): This demonstrates construct validity by 
using multiple methods (e.g. survey, observation, test) to measure the same set of 
'traits' and showing correlations in a matrix, where blocks and diagonals have special 
meaning. 
 
· Content validity - The experiment provides adequate coverage of the subject being 
studied. This includes measuring the right things as well as having an adequate sample. 
Samples should be both large enough and be taken for appropriate target groups. Content 
validity is related very closely to good experimental design.  
 
· Internal validity - It can be concluded that there is a causal relationship between the 
variables being studied. A danger is that changes might be caused by other factors. It is 
related to the design of the experiment, such as in the use of random assignment of 
treatments. 
 
· Conclusion validity – This occurs when you can conclude that there is a relationship of 
some kind between the two variables being examined. This may be positive or negative 
correlation. 
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· External validity – The causal relationship discovered can be generalized to other 
people, times and contexts. Correct sampling will allow generalization and hence give 
external validity. 
 
· Criterion-related validity - This examines the ability of the measure to predict a 
variable that is designated as a criterion. A criterion may well be an externally-defined 
'gold standard'. Achieving this level of validity thus makes results more credible. 
Criterion-related validity is related to external validity. 
o Predictive validity: This measures the extent to which a future level of a variable 
can be predicted from a current measurement. This includes correlation with 
measurements made with different instruments.  
o Concurrent validity: These measures the relationship between measures made with 
existing tests. The existing tests are thus the criterion. 
 
· Face validity – This validity occurs where something appears to be valid, i.e. subjective 
validity; it depends on the judgment of the observer. In any case, it is never sufficient 
and requires more solid validity to enable acceptable conclusions to be drawn. Measures 
often start out with face validity as the researcher selects those which seem likely to 
prove the point. 
 
The instruments used in the present study showed good content validity as the measuring 
items were based on a thorough literature review of the variables that were to be measured. 
 
3.7 CONCLUSION 
 
In this chapter, the hypothesised model to improve the effectiveness of Lean principles in a 
specific financial institution was discussed. The research methodology to test this model was 
explained, which included the research paradigm, the sample and the measuring instruments 
underpinning this investigation. The data analyses conducted were also discussed, as well as 
the reliability and validity of the measuring instruments was reported. In the next chapter the 
empirical results which emanated from the data analyses are discussed. 
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4 CHAPTER 4 
 
THE EMPIRICAL RESULTS 
 
4.1 INTRODUCTION 
 
This chapter presents and reports on the results from the empirical investigation derived from 
the statistical analyses. The data gathered from the questionnaires were based on the 
responses from a specific financial institution in Port Elizabeth.  The descriptive statistics 
which highlight the average response on questionnaire items are reported.  
 
4.2 EMPIRICAL RESULTS: DESCRIPTIVE STATISTICS 
 
This section presents the results of Section A of the questionnaire, which provides a 
quantitative analysis.  The results of each variable is presented in tabular form and analysed 
according to means, percentages and standard deviation. The summary of the results of all the 
perceptions on variables are discussed with the aid of a graphical illustration as well. 
 
4.2.1 Perception about effective Lean principles 
 
Table 4.1 demonstrates the data from the returned questionnaires. Sixty-six percent (65.79%) 
of respondents had a good understanding of what value added and non-value added activities 
are. Yet only forty-two percent (42.10%) felt that process standards are used throughout the 
organisation at each workstation. This is a concern because customers are supposed to receive 
the same level of service at a workstation within the organisation.  
Customer feedback is present in the organisation as agreed by seventy-six (76.32%) of the 
respondents. Whether this feedback is used to improve processes are not known. Fifty-three 
percent (52.63%) of employees felt that employees are not involved in defining value added 
steps for service. This is a concern as most employees have the first contact with the client, 
and employees will know what the customers need and want.  
Value stream mapping is not clear in the organisation as sixty-three percent (63.16 %) of 
respondents neither agree nor disagree that value stream mapping is undertaken to understand 
how activities create value for the customer. The organisation should conduct more value 
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stream mapping on certain processes in the organisation to ensure that customers are 
receiving the maximum level of service from each employee.  
Training is an integral part of the employee’s development in the organisation as agreed by 
the eighty-nine percent (89.47%) of the respondents. Fifty percent (50%) of the respondents 
disagreed that the 5S technique is used at workstations in the organisation.  
The average mean score is 3.40, which indicates that effective Lean principles are evident in 
the organisation. However there is a high level of uncertainty that needs to be addressed by 
leadership in the company. 
 
TABLE 4.1: EFFECTIVE LEAN PRINCIPLES 
 
Statement Agree to 
strongly 
agree 
Neither 
agree nor 
disagree 
Disagree 
to 
strongly 
agree 
Mean Standard 
Deviation 
Employees understand the difference 
between value added and non-value 
added activities. 
65.79% 5.26% 28.95% 3.47 1.31 
Process standards are used throughout 
the organisation at each workstation. 
42.10% 23.68% 34.21% 3.13 1.04 
A system to communicate customer 
feedback is present in the organisation. 
76.32% 18.42% 5.26% 3.87 0.74 
Employees are involved in defining 
value added steps for the service. 
21.05% 26.32% 52.63% 2.63 0.88 
Value stream mapping is undertaken to 
understand how activities create value 
for the customer. 
18.42% 63.16% 18.42% 3.00 0.62 
Training programs are an integral part 
of an employee’s development at the 
workplace. 
89.47% 10.53% 0.00 4.26 0.64 
The technique 5S’s is used at the 
organisations workstations. 
15.79% 34.21% 50.00% 2.53 0.92 
Providing services that the customer 
needs and wants is part of a daily 
routine at the workplace. 
68.42% 18.42% 13.16% 3.68 0.87 
Employees are given authority to make 
decisions related to their work. 
65.79% 13.16% 21.06% 3.61 1.28 
Procedures are updated when changes 
are implemented. 
68.42% 13.16% 18.42% 3.55 0.86 
Employees try to improve their work 
each day. 
52.63% 23.68% 23.68% 3.32 0.96 
Failures are seen as an opportunity for 
improvement. 
65.78% 31.58% 2.63% 3.71 0.65 
AVERAGE MEAN SCORE 3.40 
AVERAGE STANDARD DEVIATION 1.03 
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FIGURE 4.1: GRAPHICAL ILLUSTRATION OF “EFFECTIVE LEAN 
PRINCIPLES” 
 
 
Note: Average agree to strongly agree = 54.17%; average neither agree nor disagree = 
23.47% and average disagree to strongly disagree = 22.37%. 
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4.2.2 Perception about employee knowledge, understanding and skill 
 
Fifty percent (50%) of the respondents strongly felt that they were well versed with regard to 
Lean principles and its purpose. This indicates that the other half of the respondents was not 
well versed with Lean principles. This is evident in the next two statements where fifty-five 
percent (55.26%) of respondents strongly felt that the implementation of new strategies result 
in uncertainty among employees and fifty percent (50%) felt that business processes are 
performed out of habit. Seventy-one percent (71.06%) of respondents did however strongly 
feel that sufficient training and management support will clear uncertainty. The mean 
response for the employee knowledge, understanding and skill is 3.54. This indicates that the 
majority of the respondents felt that employee knowledge, understanding and skill have an 
influence on the effectiveness of Lean principles. 
 
TABLE 4.2: EMPLOYEE KNOWLEDGE, UNDERSTANDING AND SKILLS 
 
Statement Agree to 
strongly 
agree 
Neither 
agree nor 
disagree 
Disagree 
to 
strongly 
agree 
Mean Standard 
Deviation 
Employees are well versed regarding 
Lean principles and its purpose. 
50.0% 26.32% 23.68% 3.26 1.08 
The implementation of new strategies 
results in uncertainty among the 
employees, especially regarding their 
new task requirements as per strategy. 
55.26% 31.58% 13.16% 3.58 0.92 
Business processes are performed out 
of habit and as a result it is more 
difficult to implement new strategies. 
50% 23.68% 26.31% 3.26 1.13 
Sufficient training and support from 
management helps to define the 
reconfigured roles of employees and 
thus clears any uncertainty. 
71.06% 21.05% 7.89% 3.74 0.60 
Rewards and recognition from 
management will encourage employees 
to implement Lean principles into their 
daily tasks. 
81.58% 7.89% 10.52% 3.87 0.99 
AVERAGE MEAN SCORE 3.54 
AVERAGE STANDARD DEVIATION 1.01 
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FIGURE 4.2: GRAPHICAL ILLUSTRATION OF “EMPLOYEE KNOWLEDGE, 
UNDERSTANDING AND SKILL” 
 
 
Note: Average agree to strongly agree = 61.58%; average neither agree nor disagree = 
22.30% and average disagree to strongly disagree = 16.31%. 
 
4.2.3 Perception about management involvement 
 
Seventy-nine percent (78.95%) of respondents strongly felt that management forms a key 
driver of the implementation of Lean strategies. This is an indication that management 
involvement is an important factor in strategy implementation and this is supported by the 
next three statements, where the majority of respondents felt that management is involved in 
creation and implementation, management lays down a clear structure and understanding of 
Lean principles. There is however a concern that forty-five percent (44.73%) of respondents 
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felt that management does not liaise with employees about decisions that must be made. With 
an average mean score of 3.54, respondents felt that management involvement is important 
for the effective implementation of Lean principles. 
 
TABLE 4.3: MANAGEMENT INVOLVEMENT 
 
Statement Agree to 
strongly 
agree 
Neither 
agree nor 
disagree 
Disagree 
to 
strongly 
agree 
Mean Standard 
Deviation 
Management forms a key driver for the 
implementation of strategies such as 
Lean principles. 
78.95% 10.53% 10.53% 3.95 0.90 
Management is involved throughout the 
creation and implementation of Lean 
principles; from inception to receiving 
feedback about implementation. 
50% 21.05% 28.95% 3.21 0.87 
Management lays down a clear 
structure, direction and understanding 
of all Lean principles. 
63.16% 13.16% 23.68% 3.39 0.95 
Management encourages innovation 
and new processes to enhance superior 
customer service. 
84.21% 13.16% 2.63% 4.00 0.66 
Management liaises with employees 
when decisions must be made and if 
there are any disagreements, these are 
negotiated. 
42.11% 13.16% 44.73% 2.89 1.06 
Management continually re-assesses 
and tries to improve upon strategies in 
order to minimise economic and other 
waste in the organisation. 
57.89% 26.32% 15.79% 3.50 0.86 
Management efficiently and effectively 
responds to changes in customer 
demand with strategies that best suit the 
organisation. 
60.52% 28.95% 10.53% 3.55 0.76 
AVERAGE MEAN SCORE 3.5 
AVERAGE STANDARD DEVIATION 0.94 
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FIGURE 4.3: GRAPHICAL ILLUSTRATION OF “MANAGEMENT 
INVOLVEMENT” 
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Note: Average agree to strongly agree = 62.41%; average neither agree nor disagree = 
18.03% and average disagree to strongly disagree = 19.55%. 
 
4.2.4 Perception about communication 
 
Clear communication in any organisation is essential for strategy implementation or even 
understanding what the organisation’s goal is and what the employees’ responsibilities are. 
As indicated, sixty-eight percent (68.42%) of respondents felt that Lean principles are clearly 
communicated and eighty-two percent (81.58%) felt that new process procedures are readily 
available in the organisation. However only forty percent (39.47%) of respondents felt that 
there is an open exchange of communication from top management. This could be seen as a 
concern because employees might feel that decisions are just made between top and middle 
management. The average mean of 3.73 is an indication that communication does in fact have 
a very positive influence on the effectiveness of Lean principles.   
 
TABLE 4.4: COMMUNICATION 
 
Statement Agree to 
strongly 
agree 
Neither 
agree nor 
disagree 
Disagree to 
strongly 
agree 
Mea
n 
Standard 
Deviation 
Lean principles are clearly 
communicated to avoid any confusion 
and ultimately avoid additional costs of 
re-implementation in the future. 
68.42% 10.53% 21.05% 3.53 1.06 
There is a reasonable open exchange of 
communication from top management. 
39.47% 23.68% 23.68% 3.26 0.92 
Top management clearly communicates 
new strategies as well as responsibilities 
to employees 
50.00% 31.58% 18.42% 3.39 1.05 
New process procedures are readily 
available in the organisation, i.e. 
displayed in the organisation or intranet. 
81.58% 13.16% 5.26% 3.97 0.75 
Employees want new strategies 
communicated to them and want a clear 
idea of their responsibilities 
97.37% 2.63% 0 4.47 0.56 
AVERAGE MEAN SCORE 3.73 
AVERAGE STANDARD DEVIATION 0.99 
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FIGURE 4.4: GRAPHICAL ILLUSTRATION OF “COMMUNICATION” 
 
 
 
Note: Average agrees to strongly agree = 67.37%; average neither agree nor disagree = 
16.32% and average disagree to strongly disagree = 16.31%. 
 
4.2.5 Perception about organisation culture 
 
One of the key factors for successful strategy implementation is to ensure that the 
organisation culture adapts to this strategy. The overall feel of the respondents was that the 
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organisation culture supports the implementation of Lean principles. Eighty-two percent 
(81.58%) of respondents felt that Lean culture is instilled in the values and behaviours of the 
organisation and seventy-nine percent (78.95%) of respondents felt that employees are 
encouraged to be proactive in the implementation of strategies and provide feedback with 
regards to the state of the implementation process. The average mean achieved on 
organisational culture as a variable is 3.48, which indicates that the organisational culture 
supports the implementation of Lean principles.   
 
TABLE 4.5: ORGANISATION CULTURE 
 
Statement Agree to 
strongly 
agree 
Neither 
agree nor 
disagree 
Disagree 
to 
strongly 
agree 
Mean Standard 
Deviation 
The culture of the organisation supports 
the implementation of Lean principles. 
60.52% 23.68% 15.79% 3.53 0.86 
Employees have a shared vision and are 
fully committed to implement Lean 
principles. 
39.47% 23.68% 36.84% 2.97 1.05 
There is a genuine commitment and 
sense of urgency within the organisation 
to implement a Lean culture. 
65.79% 7.89% 26.31% 3.42 1.00 
The working environment makes it easy 
for employees to perform daily tasks. 
55.26% 28.95% 15.78% 3.39 1.03 
Lean culture is instilled in the values and 
behaviours of the organisation. 
81.58% 2.63% 15.79% 3.74 0.92 
Employees are encouraged to be 
proactive in the implementation of 
strategies and give feedback with regards 
to the state of the implementation 
process. 
78.95% 13.16% 7.89% 3.82 0.73 
AVERAGE MEAN SCORE 3.48 
AVERAGE STANDARD DEVIATION 0.97 
 
 
 
 
 
 
 
 
51 
 
FIGURE 4.5:  GRAPHICAL ILLUSTRATION OF “ORGANISATION CULTURE” 
 
 
 
Note: Average agree to strongly agree = 63.60%; average neither agree nor disagree = 
16.67% and average disagree to strongly disagree = 19.73%. 
 
4.2.6 Perception about trade unions 
 
There was a mixed perception on whether or not the support of a trade union within the 
organisation has an impact on new process effectiveness, even though seventy-six percent 
(76.32%) of respondents felt that it is important for all employees to belong to a trade union. 
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Only fifty percent (50%) of employees felt that trade unions provide a sense of security and 
that trade unions resolve conflict. There is no clear indication whether or not trade unions 
affect the implementation of Lean principles. In literature it is however mentioned that 
getting trade unions on board for strategy implementation is important (Doolen & Worley, 
2006). With an average mean of 3.50, it indicates that trade unions have a positive influence 
on the effectiveness of Lean principles. 
 
TABLE 4.6: TRADE UNIONS 
 
Statement Agree to 
strongly 
agree 
Neither 
agree nor 
disagree 
Disagree 
to 
strongly 
agree 
Mean Standard 
Deviation 
The support of trade unions has a 
beneficial effect on the achievement of 
a Lean culture. 
34.21% 34.21% 31.57% 3.03 1.08 
In the event of streamlined Lean 
processes, it is important for all 
employees to belong to a trade union. 
76.32% 18.42% 5.26% 4.03 0.94 
New process implementation of Lean 
principles often lead to layoffs and job 
cuts, making employees perceive these 
processes in a negative light, resulting 
in employees depending on trade 
unions for support.  
55.26% 26.32% 18.42% 3.55 1.01 
Trade unions give employees a sense of 
security within the organisation, 
especially when uncertainty arises 
because of streamlined processes. 
50% 31.58% 18.42% 3.42 1.00 
Employees can rely on trade unions to 
resolve any conflict that arise because 
of Lean implementation, which cannot 
be resolved by management. 
50% 36.84% 13.15% 3.47 1.11 
AVERAGE MEAN SCORE 3.50 
AVERAGE STANDARD DEVIATION 1.07 
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FIGURE 4.6: GRAPHICAL ILLUSTRATION OF “TRADE UNIONS” 
 
 
 
Note: Average agree to strongly agree = 53.16%; average neither agree nor disagree = 
29.47% and average disagree to strongly disagree = 17.36% 
 
4.3 CONCLUSION 
 
In this chapter, the empirical results were discussed. The chapter analysed the data obtained 
from the questionnaire that was distributed to employees of the selected financial institution. 
The questions asked were specifically concerned with employee knowledge, understanding 
and skill, management involvement, communication, organisation culture and trade unions. 
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5 CHAPTER 5 
 
SUMMARY, RECOMMENDATIONS AND CONCLUSION 
 
5.1 INTRODUCTION 
 
The final chapter briefly summarises the entire study, the empirical results thereof, the 
interpretations made and conclusion drawn from the findings. Recommendations to enhance 
or improve the effectiveness of Lean principles are also discussed. 
 
5.2 SUMMARY OF RESULTS 
 
In chapter one, it was highlighted that the world has become more competitive, complex and 
unpredictable, and it never stops changing. It was highlighted in the problem statement that 
for financial institutions to keep up with the changing environment, certain strategies were 
introduced such as Lean manufacturing. The effective implementation of this strategy was 
investigated by looking at how employee knowledge, understanding and skills, management 
involvement, communication, organisational culture and trade unions influence effective 
Lean principles. 
 
This led to the development of a conceptual model that highlighted how employee 
knowledge, understanding and skills, management involvement, communication, 
organisational culture and trade unions can lead to the effective implementation of Lean 
principles. 
 
The above variables were discussed in the literature review in chapter two. The literature 
review helped achieve the secondary objectives identified in the study. The secondary 
objectives were formulated to achieve the primary objective which was to improve the 
effectiveness of Lean principles by investigating the factors that influenced implementation 
of Lean principles.  
 
The focus of the study was on a specific financial institution in Port Elizabeth. The research 
methodology for this study can be said to be quantitative in nature. Data was gathered from 
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questionnaires constructed based on the responses of employees of this specific financial 
institution.  
 
5.3 INTERPRETATIONS OF THE EMPIRICAL FINDINGS AND 
RECOMMENDATIONS 
 
The following are conclusions drawn from empirical findings made of the study. 
 
5.3.1 The influence of employee knowledge, understanding and skill on effective Lean 
principles 
 
Getting all employees on board from the outset is crucial to sustain Lean change. Employees 
who add or create value are displaying Lean behaviours (Angelis & Fernandes, 2012). Lean 
behaviour is a strong source of competitive advantage, and once it is deeply understood and 
practiced diligently, it will become sustainable behaviour that replaces old habits (Hines et 
al., 2011). 
 
The mean score indicates that the majority of respondents felt that employee knowledge, 
understanding and skill are important for the effective implementation of Lean principles. 
The results indicate that only half of the respondents are well versed with Lean principles. 
This is a concern, as all employees are supposed to be up to standard with all new processes. 
The organisation must encourage employees to share knowledge and Lean processes with 
colleagues that are not well versed.  
 
The organisation should also ensure that there are training programs available to educate the 
employees about the Lean principles already implemented in the organisation such as E2E, 
cell phone banking, self-service kiosk, etc. These are all Lean procedures, yet employees are 
not aware of this. 
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5.3.2 The influence of management involvement on effective Lean principles 
 
Management involvement is often seen as the holy grail of a successful organisation.  
Research has shown that poor management has been identified as the reason for poor 
sustainability of Lean change (Worley & Doolen, 2006). The mean score indicates that the 
majority of the respondents felt that management involvement has a positive influence on the 
effective implementation of Lean principles. The results indicate that the respondents felt that 
management does not liaise with employees about decisions that must be made.  
  
Management should liaise with employees first when discussing new strategy implementation 
as employees have the first contact with the client. Employees will be able to advise 
managers what processes will work and what processes will not work as the employees have 
a good idea of what the clientele in a specific branch needs and wants. 
 
5.3.3 The influence of communication on effective Lean principles 
 
Clear effective internal communication is important to accomplish the effectiveness of Lean 
principles as it fosters trust, faster decision making and improved performance where 
research has shown that unclear communication is a major factor in every organisational 
problem (Worley & Doolen, 2006). Since Lean implementation involves employees at all 
levels, there is a need for a good communication system to enable a smooth flow of the 
process. One of the main challenges of communication is to ensure that the changes are being 
readily accepted and implemented by everyone at all levels (Puvanasvaran et al., 2009). 
 
The mean score indicates that the majority of respondents felt that communication has a 
positive influence on the effective implementation of Lean principles. The results indicate 
that even though new processes and strategies are readily available in the organisation, 
respondents still felt that there is no clear exchange of information from top management 
about new strategies or its implementation. 
 
The organisation must ensure that all strategy and process changes are always communicated 
to employees as from the inception until the end of new strategy or process implementation. 
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5.3.4 The influence of organisational culture on effective Lean principles 
 
Instilling Lean principles requires the right culture. Making small improvements within the 
organisation such as the upgrade of rest rooms or layout of certain working stations will 
ensure that employees are happy and proud to work in such a nice environment, making 
change in the organisation much easier to accept (Gagnon et al., 2008). 
 
The mean score indicates that the majority of the respondents felt that the organisational 
culture has a positive influence on the effective implementation of Lean principles. 
Respondents do however feel that employees should be encouraged through rewards and 
recognition in order to have a shared vision with the organisation. This will be beneficial to 
the organisation as employees will work together with the organisation to ensure that Lean 
principles are implemented effectively. 
 
5.3.5 The influence of trade unions on effective Lean principles 
 
Certain elements must be included if any Lean program is to be successful. Typically, active 
leadership, and partnerships between management and labour, must be part of any Lean 
initiative (Hines et al., 2011). Convincing trade unions to embrace Lean is a must, as 
management needs to prove that Lean does not stand for fewer employees are needed 
(Doolen & Worley, 2006). 
 
There is a mixed perception of whether trade unions have an impact on the effective 
implementation of Lean principles, therefore management should always ensure that before 
any strategy change, all trade unions are on board and have a clear understanding of what the 
strategy entails. 
 
This can be done by having workshops with trade unions and also getting them involved in 
the actual process. Certain Lean tools can be used in any organisation to simplify processes 
and procedures, and trade unions could see this as an advantage and implement these 
processes in their own organisations. 
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5.4 OPPORTUNITY FOR FURTHER RESEARCH 
 
The findings of this study should be viewed with certain limitations. Even though the 
response rate of the survey was fifty-six percent (56%), which may be regarded as 
acceptable; a higher response rate would shed more light on employees’ perceptions 
regarding the effectiveness of Lean principles.  
 
A possible reason for not receiving a one hundred percent (100%) response rate is that 
employees are not familiar with answering questionnaires, some stating lack of time and 
others not being interested. Some felt that certain questions seemed sensitive and might 
reveal confidential company issues, which added to the difficulty of receiving more positive 
feedback. 
 
5.5 CONCLUSION 
 
Many financial institutions routinely apply the management principles of Lean manufacturing 
to help standardise straightforward business procedures. The advantages include speedier 
operations, lower costs, better products and an improved customer experience (Garrigues & 
Tan, 2008). Lean Manufacturing brings with the appeal and awareness to 'take note' and 
notice things around you (cost, waste, movement, clutter, scrap etc.) and then do something 
real, meaningful and constructive about it (Spear, 2012). 
 
Continuous improvement must have a strong adaption to really work. Standardized tools 
copied directly from Lean literature are no guarantee for success. Motivation for 
implementing Lean principles is built on education, simplified operations, commonly 
understood goals, involvement with trade unions and engaged leadership (Holtskog, 2013). 
 
Education is about learning the tools, but it also makes each employee capable of working 
independently and to take autonomous decisions. Unions can be a powerful ally, as their 
participation and collaboration speed processes up and support the building of a local 
common sense. Cultural aspects of the work and how people operate are also important 
aspects for effective implementation of Lean principles (Villa & Taurino, 2013). 
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Annexure A 
Covering Letter 
 
 
 
NMMU Business School 
July 2013         +2741 504 3774 
Koot.Pieterse@nmmu.ac.za 
 
Dear Sir/Madam 
 
Re: MBA RESEARCH PROJECT: THE EFFECTIVENESS OF LEAN 
PRINCIPLES AT A SPECIFIC FINANCIAL INSTITUTION IN PORT 
ELIZABETH 
 
It is hereby confirmed that Mrs M.K. Kerridge is a registered honours student in the School 
of Business Management at the Nelson Mandela Metropolitan University. She is currently 
conducting a research project. As part of her dissertation, she will be investigating the 
effectiveness of lean principles at a specific financial institution in Port Elizabeth. 
Lean principles are an integration of various activities related to process improvement by 
focusing on enhancing the value for the customer and delivering a service at the highest 
quality in the shortest time. It is a collection of 'efficiency tools' that can be unleashed in a 
organisation to save money, reduce costs and waste to deliver consistent and effective service 
that is affordable and pleasing to customers. The purpose of this research project is to 
investigate the implementation and effectiveness of Lean principles at a specific business in 
Port Elizabeth.  
 
Your cooperation is required in the completion of a short questionnaire in this regard. This 
valuable input and cooperation is highly appreciated. Respond to these statements as it 
applies to your organisation and not as how you would like it to be.  
 
Please note that the information provided will be treated as strictly confidential and will 
be used for research purposes only.  No individual results will be published. 
 
Thank you for your time and effort in completing this questionnaire. 
 
Regards 
            
Prof K. Pieterse       Mrs. M.K. Kerridge 
Masters Research Student 
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Annexure B 
Measuring instrument – questionnaire 
 
SECTION A 
GENERAL PERCEPTIONS REGARDING LEAN PRINCIPLES AND THEIR 
MEASUREMENT INSTRUMENTS 
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1 
Employees understand the difference between value added 
and non-value added activities. 
1 2 3 4 5 
2 
Employees are well versed regarding Lean principles and their 
purpose. 
1 2 3 4 5 
3 
Management forms a key driver of the implementation of 
strategies such as Lean principles. 
1 2 3 4 5 
4 
Process standards are used throughout the organisation at each 
workstation. 
1 2 3 4 5 
5 
Lean principles are clearly communicated to avoid any 
confusion and ultimately avoid additional costs of re-
implementation in the future. 
1 2 3 4 5 
6 
The culture at the organisation supports the implementation of 
Lean principles. 
1 2 3 4 5 
7 
The support of trade unions has a beneficial effect on the 
achievement of a Lean culture. 
1 2 3 4 5 
8 A system to communicate customer feedback is present in the 
organisation. 
1 2 3 4 5 
9 
The implementation of new strategies results in uncertainty 
among the employees, especially regarding their new task 
requirements as per strategy. 
1 2 3 4 5 
10 
Management is involved throughout the creation and 
implementation of Lean principles; from inception to 
receiving feedback about implementation. 
1 2 3 4 5 
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11 
Employees are involved in defining value added steps for the 
service. 
1 2 3 4 5 
12 
There is a reasonably open exchange of communication from 
top management. 
1 2 3 4 5 
13 
Employees have a shared vision and are fully committed to 
implement Lean principles. 
1 2 3 4 5 
14 
In the event of streamlined lean processes, it is important for 
all employees to belong to a trade union. 
1 2 3 4 5 
15 
 Value stream mapping is undertaken to understand how 
activities create value for the customer. 
1 2 3 4 5 
16 
Business processes are performed out of habit and as a result 
it is more difficult to implement new strategies. 
1 2 3 4 5 
17 
Management lays down a clear structure, direction and 
understanding of all Lean principles. 
1 2 3 4 5 
18 
Top management clearly communicates new strategies as well 
as responsibilities to employees. 
1 2 3 4 5 
19 
Training programs are an integral part of an employee’s 
development at the workplace. 
1 2 3 4 5 
20 
There is a genuine commitment and sense of urgency within 
the organisation to implement a Lean culture. 
1 2 3 4 5 
21 
New process implementation of Lean principles often lead to 
layoffs and job cuts, making employees perceive these 
processes in a negative light, resulting in employees 
depending on trade unions for support. 
1 2 3 4 5 
22 The technique 5S’s is used at the organisations workstations. 1 2 3 4 5 
23 
Sufficient training and support from management helps to 
define the reconfigured roles of employees and thus clears any 
uncertainty. 
1 2 3 4 5 
24 Management encourages innovation and new processes to 1 2 3 4 5 
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enhance superior customer service. 
25 
Providing services that the customer needs and wants is part 
of a daily routine in the workplace. 
1 2 3 4 5 
26 
New process procedures are readily available in the 
organisation, i.e. displayed in the organisation or intranet. 
1 2 3 4 5 
27 
The working environment makes it easy for employees to 
perform daily tasks. 
1 2 3 4 5 
28 
Trade unions give employees a sense of security within the 
organisation, especially when uncertainty arises because of 
streamlined processes. 
1 2 3 4 5 
29 
Employees are given authority to make decisions related to 
their work. 
1 2 3 4 5 
30 
Rewards and recognition from management will encourage 
employees to implement lean principles in their daily tasks. 
1 2 3 4 5 
31 
Management liaises with employees when decisions must be 
made and if there are any disagreements, these are negotiated. 
1 2 3 4 5 
32 Procedures are updated when changes are implemented. 1 2 3 4 5 
33 
Employees want new strategies communicated to them and 
want a clear idea of their responsibilities. 
1 2 3 4 5 
34 
Lean culture is instilled in the values and behaviours of the 
organisation. 
1 2 3 4 5 
35 
Employees can rely on trade unions to resolve any conflict 
that arise because of lean implementation, which cannot be 
resolved by management. 
1 2 3 4 5 
36 
Management continually re-assesses and tries to improve 
upon strategies in order to minimise economic and other waste 
in the organisation. 
1 2 3 4 5 
37 
Employees are encouraged to be proactive in the 
implementation of strategies and give feedback with regards 
1 2 3 4 5 
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to the state of the implementation process. 
38 Employees try to improve their work each day. 1 2 3 4 5 
39 
Management efficiently and effectively responds to changes 
in customer demand with strategies that best suit the 
organisation. 
1 2 3 4 5 
40 Failures are seen as an opportunity for improvement. 1 2 3 4 5 
 
SECTION B 
BIOGRAPHICAL INFORMATION: 
 
Please make a cross (X) or enter the relevant information in the blocks provided. 
 
GENDER:   Male   Female 
 
AGE GROUP  
 
Please indicate your first language:  
 
Please indicate your highest educational qualification: 
 
Please indicate your job title:  
 
For how long have you been working for your institution (in years?) 
Less than 5 years 5 – 9  10 – 14 15 – 19 20+ 
 
How many years of experience have you got in your job or profession? 
Less than 5 years 5 – 9  10 – 14 15 – 19 20+ 
 
 
THANK YOU VERY MUCH FOR YOU KIND CO-OPERATION! 
20 – 29 30 – 39 40 – 49 50 – 59 60+ 
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Annexure C  
Written authority from financial institution to conduct the survey  
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Annexure D  
Ethical clearance form 
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